






























































































































































































































































































































































































































































































































































































































































































































































































































































AGENDA 


Welcome + Introductions 
Level Setting 
Overview of Process 
Overview of Actions! 



How did we do it? 
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Current State 


Fragmentation 
Funding difficulties 
Poorly articulated successes 
Growing problem 
No shared theory of change 



DISCOVERY 

WORKSHOP 


START 

INFORMATION 

FIRST DX 

WITH 

~~° GATHERING 

NO THEORY 

NOTHING 


OF CHANGE 

Unlike most 

1. Org charts 


teams we start 

2. Policy positions 


with prior 

3. Regulations 


knowledge but 
without base 
assumptions 
about what will 
work. 

4. Interviews 




STAFF 

INTERVIEWS 


PROCESS 

OVERVIEW 


DRAFT TOC 



SECOND DX 

DISTRIBUTED 

AUTHORITY 

THIRD DX 

FUNCTIONAL 

CONFUSION 


DRAFT ORG 


CUSTOMER WORKSHOPS —,-o CUSTOMER DIRECTIVES 

includes finalized 
theory of change 


ANALYTIC TRACKS - 

Re-entry/criminal justice 
Economic mobility 
Behavioral health 
Tech innovation 
Healthcare 
Juvenile justice 
Child welfare 
Housing 


customer and 
frontline staff facing 
workshops touching 
-200 people 


STRUCTURE 

i 


Theory of Change 
Service Types 
Final org structure 



Where we d like to go... 
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New single entity 

Equity-centered 

Data-driven 

Community-wide commitment 


Ideal Future 




COMPLETED 


13 


WORKSHOPS 



Customer 




Customer and Provider 


Core Working Group 


1 


Lived Experience Advocates 


WORKSHOPS 
IN NUMBERS 


ORGANIZATIONS 

General Population 

Hopelink 

DESC 

Multi-service Center 

All Home Consumer Advisory 

Council 

PoC 

Urban League 
El Centro de la Raza 

Village of Hope 

LGTBQ 

Utopia Seattle 

Health 

Host (PESO 

Health Care for the Homeless 

REACH 

Native 

Chief Seattle Club 
Seattle Indian Health Board 


r - - -- -- -- -- -- -- -- -- -- -- -- -- -- -- - - -- -- -- -- - 

! Contacted for workshops 
: Able to host / recruit 

Women + Families 

YWCA 

Mary r s Place 

Noel House 
Solid Ground 
Atlantic Street Center 

Youth 

Youth Care 

Mockin gbird 
Youth Action Board 

New Horizons 

PSKS 

Youth Homelessness 

Demonstration Project 

Providers 

Refugee/Immigrant 

Interim Community 

Development Agency 

ReWa 



































CUSTOMER WORKSHOPS 



ea 


In the next few months, I’m trying to achieve (goals) 

^ ^Wov\\VX f 

^OAv'UxV^ VVYA \AW\v\ \ 

My overall goal is ' o: 


Cjok&jV 




OrY-O) 




p ^ 





\<\ 'Oc^\vCe> 


Y \OCvkA\(V(Ar • 
ices for me are: 


cccOos 







0^ CoVX V—cvv^-^o/^ s Sr^^o^^vi-v^ 


ol 



I find out about most services through 

00 c ^cwr\o> ^ 

'Vnxdj^v. “ 

^\^C{ Coe^ 


‘3-V Va^o/VYvj^Vcv^ 

’m likely to go to a provider i 

GX£jSs<^y A v^ %U<^Q(X\ 

* 


\W^V. 



I’m likely to avoid a provider if they: 


Ac A£>V acojfV Ae^^\voL^V\ 


0^l5Jv<^yL \AVVU>AUL 

iO-V MArvOix^^ 


Something I wish more people knew about me 


OX 

-Vo VvtAXtVQuM 


YYW\ 00 A\lM . -^orC^fySOi^. 


OfVi- 0V U\C(JA.O 


'^'vOOCr\of> 


'Vooft \CONM^.cSyOI'Tv <X'Vs»-'<v,\Vx^o f 

'P'L- Vv'dvVAO^. Vx\%td 

\A\ftft\ Vx^o^ <Vf\cV VAOrlWA 

\vjsioc> Vorc^Vo 

vxW> ViootKi C^»\Wa\V^ o>cV 
\\y\ 7 ) rAO^ o^V 2 ->r vd-'C^rV)) 

^«J!VNCV\VXK '=)aV\V\X Oo, vfXMd 



















































































SERVICE CHOICES 
- CUSTOMERS 


Service 
Area 1 






rppvnppi 


a r iT*i^i 


^smaller categories will likely exist, 
but we’re looking for the top 
groupings** 


gjMiil 

KT^j rl 


k^l "*■ J M T J | |J l'J 

kiMii 


KHi T J 




p^pup 

KfJ i T i 

MtUMM 


kt ^i t T i r 


Service 
Area 2 


Services 


Services 


Services 


Services 


Services ■ Services 


Service 
Area 3 


Services ■ Services 


Services Services 


Services Services 


Prioritized 

services 















































































































Prioritized 

services 

Barriers to 
access 


Service 
Area 1 


Known 


SERVICE CHOICES 
- CUSTOMERS 


Barriers to Access 

Barrier 1 
Barrier 2 
Barrier 3 
Barrier 4 


Known Providers 

+ 


Provider 

Provider 

Provider 

Provider 


WHY 

NOT 













Provider Workshops 



In the next few months, I’m trying to achieve (goals): 

vV 



\Aa\vWa.w 

V\Oot>\YV)y ^ \m orN^-OmcK ' 3 yV\>AU*S* 


or me are: 


v^Xv\5 | 

jxX^rs (>k)ct^V^vxajr\UL 



' '^ eorvcN ' 


0£ coVX ^*a^Aotw\ Srv^mSyvurA- 


ly o< <i 



r help with: 


I find out about most services through: 

cS^ v ay ’ >w ^ 

n^o/VW^\ cat\ 

I’m likely to go to a provider if they: 

%^j^>QcX' r 

0 



^ \W^V. 

I’m likely to avoid a provider if they: 


\A\>W\UL 


Something I wish more people kne 


\iV>^ "^9 (\SJl> *Soc 

p^pA^. -Vo Vv^r^OuM 



Ao AcV cxL OJfV Aesi>rv> VVxjl 


^CVfWlM . *^OK^^Sr\-^S 


> 5 S\ CX\^_ O^r ww\^| 


^VOOCX\0^> 


*^V>o(V \COU\(^S^f(yf\ 

vo^. Vcv\V_d 

\/\V)UVn Vx^Ov 

\\KiOs> V\0(V)<\^~\o V^v\o>- 

uV)D Vvxj(^ (XVVWX\<^ ooro^ 

^^^N^cvX\YYK < ^ 0 \VV\ Oc\ \|Wjl\ 








































































Programs and 
services in your org 


SERVICE 

PROVISION 


Service 





































SERVICE 

PROVISION 


Programs and 
services in your org 


0 needs improvement 
doing well/successful 


Service 


Service 


Service 



Service 


Service 


Service 



Service 


Service 
































For those that need 

improvement: 



barriers to 
(customer) 

delivery 


challenges (provi 


Access 
Barriers 


















ACTIONS 


1. System-wide 
Theory of Change 

2. Consolidate into joint entity 

3. Center the customer 

4. Prioritize economic stability 

5. Digital Transformation 




ACTIONS 


6. Redesign intake 

7. Expand health services 

8. Public/Private partnership 

9. Increase rate of housing 
development 

10. Institutional alignment 



How these do not work 



1 


2 


How these do work 


Interconnected 
& reinforcing 




How these do work 


ORIENTATION TRANSFORMATION CONNECTION 













1. SYSTEM-WIDE 
THEORY OF CHANGE 



homelessness for all. 







2. CONSOLIDATE 


























Director 


2. CONSOLIDATE 



m 

ni-rj n/ j- f 

Onief of otoff 

Equity Innovation Administrative 

Team Team Support 




Deputy Director 


ft 

Deputy Director 



Director 

Emergency Services 

Shelter/Shelter +■ Care 
Day Centers 
Outreach 
Health Services 
Permitted Encampments 
D1 version 


& fe 

Director Director 

Ombudsperson System Performance 

Customer Voice Data/H M IS 

I nvesfigations Contra ct Ma nag e m e nf 

Certification and Llcensu re Pe rf orma nc e Ma nag e m e nf 

Continuous Quality Improvement Policy 

Technical Assistance 
Research & Planning 




Director 

Community Impact 


Communications 

Prevention 


Advocacy 

Public/Private Partnerships 
Economic Mobility Initiatives 
Sub-regional Coordination 
CoC Governance 



Director 

Housing 

Permanent Supportive Housing 
Transitional Housing 
Rapid Rehousing 


Teams and positions that can be staffed 
through existing city and county services 

New Teams and positions 


m 


i ■ \ 


Deputy Director 



Director 

Operations 

Human Resources 

Finance 

Operations 

Learning and Development 
IT 

Legal 

Facilities 



















Deep and 
meaningful 
accountability 
through metrics, 
community 
engagement, and 
system-wide 
responsiveness 


3. BECOME ACCOUNTABLE 

TO CUSTOMERS 












4. PRIORITIZE 
ECONOMIC STABILITY 
TO REDUCE INFLOW 



Bounce back 



Outflow 











Customer controlled 
digital identity 


5. DIGITAL 
TRANSFORMATION 














6. REDESIGN 
INTAKE 


Redesign all intake 

processes to be connected, 
customer-centric, and 
radically accessible. mm 3 



7. EXPAND HEALTH 

OPTIONS 


Development of new 
health and behavioral 
health resources and 
programs 


Align all funding to 

common goals and 
frameworks 


8. PUBLIC/PRIVATE 
PARTNERSHIP 






The goal is always 


housing. 










Structure permanent 
decision making points 
for the flow of supports 
around people 
experiencing 
homelessness 



HRS -» Actions 


The real deliverable 


U QuickTime Player File Edit View Window Help (■) ^ $ 



Read about our methodology & process <- -> c i https://hrs.kc.future.com 

Apps M Inbox Q Google Drive fE Linkedln Q Future Family MealPal Seattle - Asana Calendar | c*| Calendly ^ Hulu HelloSign Q JP Morgan 2 Zocdoc 


01 Institute a system-wide theory 
of change -> 


02 Consolidate homelessness 
response systems under one 
regional authority 

03 Become accountable to 
customers -» 


04 Prioritize economic stability to 
reduce inflow -» 




Improve customer outcomes 

thrm inh n rnmnrnhoncivD 




The City of Seattle and King County are committed to ending homelessness. I 
August of 2018 they partnered with Future Laboratories to launch a communil 
driven process of listening and, ultimately, designing a stronger regional 
response. 

This website captures the results of this collaborative journey and lays out 10 
Actions necessary to move forward. In 2019, dozens of partners across the re$ 
will come together to build a regional Homelessness Response System that c< 
achieve greater levels of equity and impact. 

Working together, we can end one of our country’s most unacceptable realit 
Here’s hq w -> 









It takes a 
village... 











































Future 

Laboratories 

and partners 

























THANK YOU 



